This chapter explores the role of conceptions of the consumer in the reform of public services in the UK. In such reforms the consumer has embodied both a specific vision of modernity and a model of the agentic 'choice making' individual. We examine the way that the figure of the consumer has been enrolled into political and governmental discourses of reform and its problematic relationship to the figure of the citizen. We then consider responses from people who use public services:
exploring their preferred forms of identification and conceptions of the relationships that are at stake in public services.
i These responses indicate a degree of sceptical distance from governmental address and point to problems about the effectiveness of strategies of subjection. We conclude by considering the analytical and political significance of unwilling selves as dialogic subjects.
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Reinventing citizens as consumers
In recent attempts to reform public services in the UK, the figure of the consumer has played a starring role.
Narratives of the citizen-as-consumer identified the rise of a consumer society or a consumer culture as driving the need for change in public services. Such terms mark a distinctive break between the past and future of public This notion of a consumer culture/society involves a particular view of the practice of consumption and the identity of the consumer that are taken to mark a distinctive phase of modernity. Although formally consumption refers to the practice of making use of, or even using up, objects, here consumption is equated with market exchange mediated by the cash-nexus. In the process, other practices and locations of consumption are subsumed in the generalization of the exchange model (Clarke, 1991, ch. 4) . Similarly, the consumer becomes neo-liberalism (whether this is understood as an ideology or a mode of governmentality, see Larner, 2000) .
Neo-liberalism locates the consumer as a 'willing self': a subject capable of self-direction who has, hitherto, been unreasonably constrained by state or regulatory conditions. The consumer thus embodies 'private' rather than 'public' authority (Hansen and Salskov-Iversen, forthcoming) . The consumer is thus threaded into the neo- Public choice theory created a political and intellectual space for the articulation of the citizen-as-consumer. It provided an 'economic' critique of public bureaucracies (e.g., Dunleavy, 1991; Niskanen, 1971 Pryke, 1998; Gewirtz, Ball and Bowe, 1995; Fergusson, 1998; Forrest and Murie, 1991) . Choice was construed as the defining characteristic of the consumer's relation to public services and had a complex relationship to 'marketizing' processes (see, inter alia, Bartlett, Roberts and Le Grand, 1998; and Taylor-Gooby, 1998 Citizen's Charter (and its offspring) articulated a particular fusion of consumerism and managerialism in public service provision (Clarke, 1997; Pollitt, 1994) . (Milburn, 2002) .
Public services and the consumer society
The figure of the consumer thus embodied the effects of major social changes, to which the 'old' model of public services was ill-adapted. But New Labour had to address social and political expectations that had not been met by Thatcherite programmes of privatization, marketization and residualization of public services (Newman, 2001 ). In the public as a whole, among public service workers and among party members, there has been a consistent view that public services are necessary and that they need to be improved (not least because of the effect of 18 years of Conservative degradation). In this field of expectation, we can see (at least) three key issues that Champions against the Producer interest, see Clarke, 1997) .
Public services… have to be refocused around the needs of patients, the pupils, the passengers and the general public rather than those who provide the services. (Blair, 2002, p 8) One key means for breaking the hold of the Providers was to introduce 'contestability' -enabling and encouraging competing providers alongside the (or even instead of) the public sector 'monopolies':
Our aim is to open up the system -to end the onesize-fits-all model of public service, which too often meant one supplier fits all, with little diversity, irrespective of how good new suppliersfrom elsewhere in the public sector, and from the voluntary and private sectors -might be. (Blair, 2003b) The figure of the Consumer has been central to the New Labour discourse of public service reform. Other terms did not simply disappear: the figures of citizens, communities, the public, users of services continued to appear. So, too, did more service specific terms patients, passengers, pupils and parents, when health, public transport and education are being discussed.
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Transforming citizens: the consumer as a neo-liberal archetype?
For both political economy and governmentality approaches to neo-liberalism, the consumer is a central figure (Clarke, 2006; Clarke and Newman, forthcoming) . It is a core image for the neo-liberal claim about the nature of the world and how it must be. For example, Nikolas Rose, discussing advanced liberal governmentality, argues that:
In this new field, the citizen is to become a consumer, and his or her activity is to be understood in terms of the activation of the rights of the consumer in the marketplace. There is more that could be said about these 'institutional' problems and their implications for a governmental project centred on producing the citizen-asconsumer. Here, though, we turn to some of the findings from a recent research project on 'creating citizenconsumers' in which we looked at three public services:
health care, social care and policing (Clarke et al., 2007 In the interviews and group discussions people reasoned eloquently about why they are not consumers in relation to public services. In the following extract one health service user explores the complex field of identifications, and the relationships and orientations that they imply:
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With the health service as a national health service, it's more than, I feel it's more than just the services that you consume. I mean I am concerned with it more on the whole than just being consumers. So even if I wasn't attending the hospital or seeing my GP regularly, OK I'd still register with a GP, so from that point yes I would be a consumer, but it's not… If I was 100% healthy and not using, consuming the services, I would still feel a relationship to the health service because I pay for it, it is not Tony Blair's or whoever's money, it's our money, we paid for it, it's the nation's, the national health service. And I do consider that when I cast my vote. But while hardly anyone identified themselves as consumers, not many more identify as citizens (see Table   I compliance is what is required, rather than commitment.
Such behavioural compliance may bring identification or subjective attachment in its wake, but it is not a necessary requirement. In short, people may behave like consumers, even if they do not think of themselves as consumers.
In one of our interviews (with a voluntary sector organisation), a version of this 'compliance' model is explored, with the interviewee reflecting on both the popular distance from the consumer identity and the use of consumer-like practices to make demands on public
I think what people want are good public services. I think they want good local deliverable public services. I don't think they want -I don't think they want to apply consumer principles to those. I don't think they want choice, I don't think they want competition and I don't think they want market forces. I think they want good, um, schools, good hospitals, good GPs… example, Gabriel and Lang, 1995; Daunton and Hilton, 2001; Trentmann, 2006) . Instead they point to what
Gabriel and Lang term the 'unmanageable consumer' whose defining feature is precisely its unpredictability.
Neither the idealised sovereign nor the despised dupe, the consumer reappears as a mobile and multiple subject.
This returns us to questions about how to think about subjection in terms of subjects who are contingently willing and unwilling, and who are heterolingually dialogic, rather than trapped in a binary dynamic of acquiescence or resistance (Holland and Lave, 2001; Morris, 2006) . ccc willing selves 30 3/9/09
Unwilling selves and dialogic subjects
In this final section, we turn to questions about the subjects of discursive practice. Elsewhere, we have argued that too many studies of governmentality too readily assume that discourses translate into practices, and that discursively constituted subjections evoke the subjects they seek (Clarke et al, 2007) . Here, we focus on the second of these points. There are both empirical and analytical problems about assuming that the subjects summoned in and through discursive practice will come when called. As we have seen, our own study suggests that the identifications at work among the public fail to align with the consumer/customer orientation. In particular, people actively refuse the identification of being a consumer of public services -and the implied dedifferentiation between public services and the market place. Nor do people grasp their relations to public services within the binary of citizen-consumer so central to contemporary public, political and political science debates (Clarke, 2006; Clarke and Newman, forthcoming) . to it, when authority would like them to move to a new place.
From this starting point, the social is a contested terrain in its own right, subjected to multiple and conflicting attempts at 'mapping' places, positions, relations and differences (and all the inequalities that such differences may distribute). Some of those mappings are 'governmental' -the official classifications, distinctions, locations used to constitute populations.
But the social is also a field of resources -identities, potential solidarities, languages and voices -with which the subjected and subordinated may 'answer back' to the dominant and would-be hegemonic 'hailings' of authority.
We do not mean to romanticise the social in drawing attention to its recalcitrance. The distance between people and intended subjections is not intrinsically progressive, nor even intrinsically political (in the sense of mobilizing collective action). However, as
Chatterjee (2003) insists, the recalcitrant, difficult and demanding existence of the 'governed' has profound political effects. It is possible, of course, that systems -economic, political or governmental -may work without the complete subjection or subordination of their subjects. As we suggested earlier, grudging or calculated compliance may, indeed, be enough to make things work.
Equally, passive -non-mobilized -dissent or scepticism may enable forms of political and governmental rule.
Nevertheless, the gaps between imagined subjection and
